National Practitioner Data Bank (NPDB) —
Healthcare Integrity and Protection Data Bank (HIPDB)

IQRS USERS GROUP

NPDB-HIPDB
Customer Service Center
Customer Relationship Management “CRM” System
Overview & Demonstration
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System Overview and Benefits
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@ PC-based integration of phone calls, e-mail, voice mail, anc
correspondence.

@A CRM integrates telephone, e-mail, and correspondence
single system. Regardless of the media customer uses
are able to respond quickly and consistently with

& Single interface to process and recorc

@ nteractions are logged by customer ar

automated screen pops, Informatior
Issues or problems they have e
help without requesting histc
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& Extensive set of management and quality assurar
reports.

@ Supports immediate elevation of calls to higher
required.

@ Offers enhanced monitoring and recor
training refinement.

@ The system supports trend ar
provides improved unders
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System Functionality
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@ A new support incident is created for each support call, e-mail, and
letter correspondence.

® |n the case of a telephone call, the interactive attendant rec
registered entities by last five dlglts of DBID and auto
creates new support incident record.

® A screen “pop” alerts the information speciali
the caller and call history. The information
and stores detailed information on each

& The system then tracks multipl
support incident (e.g., assignr

@ |[ncident remains ope
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Picture Icon
Indicate
Status

& Interaction Client (wheelerP) IC Server Mame bell

Interactions | Queuesl Userg I Stationsl Lines | Workgroupsl Heportsl Configurationl Help |

MNumber: Account Code:

| =

My Interactions I

=] @ Make Cal

& Conferenc%

Husue & I Name I Humber I Duration I State I LUser I Station
| | |
@ [ e [ = e e T
Eickom || Discontest Hild Tiramster | Yome Wi ister Herard Fanse fifute Brvate Ligsreran
My Staits: [ avaiabie. No ALD ~| |
CustamerSuppart |Dverflow| Email | AfterHoursl
Last Wame I First Mame I Phone Humber I Status & I Time in Skatus I Logged In I -
%5 Afipe-Opo...  Datrice 305 Available 0:11:31 & Yes
2 Williams Julian 727 Available 0:03:44 " Yes
Holden Heather 310 Available 0:09:46 « Yes
Wilgus Jeanne 304 Available 0:07:04 + Yes
Spinner Debra 306 Available 0:03:27 « Yes
5 Wheeler Peqgay 111] Available, Mo ACD 0:13:44 & Yes
& Cox Lucinda 316 Available, No ACD 0:09:57 « Yes
@ Gebreah Solomon I Available, Mo ACD 0:08:13 + Yes
@ Heck Joann m Do Not Disturb 67d 20:51:21 ' Yes
M Bohan Liza nr Gone Home Fad 01:48:11 ¥ Mo
M Geraci Termy 333 Gone Home T8d01:48:11 B Mo
A Ohler Jennifer 303 Gone Home 7440112209 B Mo b
8 1 Cadmin 300 Gone Home B34 00:2259 M Mo j

[Total Calls 1

[Total Time on Calls 00:1345  |Longest Call 00:13:45  |Awg Time on calls 00:13:45




Current Call Summary

Summary 'CustomerSupport’
0
3

H AL

0:01:01

Calls weaiting Longest call waiting Agents logged in

Callz Anzwered Langest talk time Agents avallable

Calls received [cument period) Calls received [previous period)

Callz anzwered [current period) Callz anzwered [previous period)
Callz completed [current period) Callz completed [previous period)

Callz abandoned [current period] Callz abandoned [previous period)

LU

Average wait ime [current period) 0:00:11 Awerage wait time [previous period) 0:00:44
Awverage talk time [curent period) 0025 Awerage talk time [previous peniod) 00237
M=l emmmin imd e eemandb AbiFHL 17N C=lln rmmminimA Ferma ima i AlRGFR n LI
Hueue | MHame | Humber i | Duration | State | szer | Statioh | Line | CallID
H Cusgto..  From: Practitioner  [210) 704-4146 0:071:38  Connected heoldenk 208375 T1-Line-19 0000012
H Custo...  From: Anongmo...  [301) 770-E206 0:01:46  Connected Afrive-OpokuDl 2067382 T1-Line-0B 200000311
% Custo..  From: RegErtity  [B47) B93-6227 00206 OnHald williarnz| 209481 T1-Line-13 200000310
i s | »
@ 77} ¥ ! ) » J] = L]
Bickup isconnest HiEld Tiratsfer woiee kEl Listen Hecard Eause = Fiivate Assistance
|Total Calls 11 | Total Time on Call D0:50:44  |Longest Call 00:21:01  |Awg Time on calls 00:04:35




Interaction E-mail

Summary 'Email’
Callz waiting 0 Longest call waiting MAs Agents logged in

. Custome | Calls Answered 2 Longest talk time 1:14:06 Agents available

LiEmal

. After Hou

Callz received [current period) Callz received [previous period)

Callz answered [current period) Callz anzwered [previous period)
Calls completed [curent period)] Calls completed [previous period)

Callz abandoned [curent period] Callz abandoned [previous period]

L

R

Average wait ime [curent penod) M Awerage walt lime [previous period) M
Average talk time [cument period) I A Awerage talk time [previous period) M
Callz received [current ghift] 18 Ayerage wait time [cument shift) Mt Calls completed [previous shift] J
Queus 7 I M ame I Mumber I Duration I State I Ll zer I St I Line I Call 1D

$1 Email M aigle. B onnie SMTF:bonnie.naigle@vicare.c... 21557 ACD -“Wait dgent  Email Ohler) 1200000408

$1 Email RSHartzMD@a..  SMTPRSHartzMDE 0l com 51137 ACD -*Wait Agent  Email Ohler 1200000204

JANEE I | T | |
2 e = =) i

Eiekug Dizzonmest yoice el Listen Lgsetance

¥ ]
Eecord Fause

= )
Hiold iranster, fiute Eiiwvate

|Total Calls 18 [Total Time: or Calls 02:08:41  |Longest Call 00:40:14 | &va Time on calls 00:07:08
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Indicates an
active call

Indicates an
Incoming call




3 Enter Report Parameters for Queue Period Statistics Daily ...

Parameters
Ending ‘ark.group Mame | Start Site 1D I End Site 1D and click
Start D ate/Time End Date/Time | Starting Workgroup Mame OK to run

Ending date and time af report.

||1¢|:|3a’1 242002 23:53:594 y

=

Cancel




Running an Interaction Report

Double-click
On the
report to run

& Interaction Client (wheelerP] IC Server Name bell

Interactionsl Queuesl Users I Stationsl Lines I ‘Workgroups  Reports Il:onfigurationl Help I

tivailable Reports

k) Line Group

[Graph] Callz Outbound Line Group by Hour

[Graph] Pencent All Lines Busy by Hour

[Graph] Pencent Line Group Busy by Hour

Lirne Group Activity Summany by Day

Lire Group Activity Summary by Line

Lire Group All Trunks Busy for Interval by Day

Lire Group All Trunks Busy for Interval by Grade of ..
Lire Group |dentification Repart

Lire Group Least Used Trunks by Day

[Graph] Abandoned Call Profile

[Graph] Profile of Calls Abandoned in 1st Service L.
[Graph] Answered Call Profile

[Graph] Profile of Call: Answered in 13t Service Le...
[Graph] Profile of Average 'wait to Angwer

[Graph] Profile of Calls Entering AC0

[Graph] Profile of basimum Wait bo dnswer

[ueue Period Statistics Response and Abandon C...
(ueue Period Statistics Daily Workgroup Summary
Queue Period Statistics Workgroup Daily Detail
[ueve Period Statiztics Workgroup Service Lewvel
[ueve Period Statiztics Workgroup Service Lewvel .
Queue Period Statistics Workaroup Service Level ...

(Graph of callz that entered for outbound in the line group b
(Graph percentage of time that Al of the lines of the group ...
Graph percentage of time that the lines of the group were b...
Evaluates call activity an the configured line group across s...
Evaluates call activity on the configure line group across ze...
Evaluates call activity on the configured line groups where ...
Ewaluates call activity on the configured line groups for a p...
Reparts the line group membership and line configuration in...
Report the least uzed lines for each reporting line group for
Compares abandoned calls by queue acrogs the time intery....
Graphizal profile Call: abandoned in first zervice profiled in ...
Compares angwered call: by queus acrozs the time interval.
Callz answered in first service profiled in & graph by interval.
Average time callz wait to be angwered by an ACD agent.
Graphizal profile of ACD callz entering queus

Fd aximum time calls wait to be answered by an ACD agent.
Shows responze time [time to ahawer) and abandohed time. ..
Draily Summary of workgroup queue period statistics.

Draily values for work group queue period statistics.

Daily Summary grouped by workgroup, day; includes servi ..
Interval detail grouped by workgroup, day, and zhift interval...
Surmary grouped by workgroup; includes service level an... |

il

Categomn £ | Report | Description il Brevien.. I
Line Group [Graph] Erlang Study Report and Graph of Erang Study for line activity, :
Line Group [Graph] Callz Entered Line Group by Hour Graph of callz that entered the line group by hour. FEfite |
k| Line Group [Graph] Callz Inbound Entered Line Group by Hour Graph of callz that inbound entered the line group by haur.
Line Group [Graph] Callz Outbound Blocked Ling Group by Hour Graph of Outbound Blocked callz onthe line group by o, EKD—DNI

|Tatal Calls 0

Total Time on Calle 00:00:00  |Longest Call 00;00;00

Aweg Time on calle 00;00:00




& Queue Period Statistics D aily Workgroup Summary
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Click to
Display
Support
incident

L::'-Suppurt Dashboard - Peggy Wheeler

i Open Support Steps Dpen Incidents

--------- Responga - --------
Date Tirme Action Initial 5tatuz Incident M ame
" 207402 4:46: 20k Fallow Up Follow Up From:IMark HigbyllS ent:P+f'ednesday, Febru =
" 20702 4:48:02P Fallow Up Faollow Up Fram:Itark HigbyllS ent: i ednesday, Febru
" 2M1/02 B:03:38P Fallow Up Faollow Up ztill occazionally receiving receiving e
r 2M5/02 12:4312PM | Fallaw Up Fallow Up Naudrey fram the texas state board af B
\' 311402 1:07:57Fk Fallow Up Follow Up Patrick Haddad [313] 961 -0200 called ves LI

Mew Incident | Mew Letter Incident | Cancel |




Service Lvl. |4: Diefault Support LI StatuleoIIow Up Eodel‘l EES4

Customer Address | Comm. | Component.-"lssuel Recorded Byl
Type 'l
Anonymaus | Mew Eustomerl Mame ;”A |An0nymous

Company =1 E Address
Contact |4 Anonymous + [000) 0000000 =l iﬂ

DEID Find |
City =l
Source - I State - I Zipl

DCH Country ;I

r Incident Summary:
Product |NFDE/HIFDE Owner [lulian williams =l
Category |0 ata Bank Instuctions =l Team [SRA Suppart Team =l
Subject |Feport x| Superyisor [Pegoy Whesler =l
Tapic [Policy

bl bR e

Problem |Fatrick Haddad [313) 961-0200 called vesterday and had a question, if a professional society is undertaking
profeszional review action and a phyzician surenders his membership while under investigation, is that
reportable’? [3/8/02 1:06:18 PM willams]]

Mew hd
Resalution ﬂ
Open Steps | Completed Steps | Recording Information | Players | Publish ¥ Flag Far KB [
+| Responze Date | Response Time Aszsigned To Initial Status
= 311402 1:07:57P Peagy Wheeler Follow Up

ﬂistoryl §earch| Mew | Clone | Printl Eancellﬁl




L SRA Support Incident - 14474 From:IDebra Hoffma

Sent:ITuesday. February 26, 2: Closed

Service Lyl. [ Defaul Suppott > Status[Closed Code[14474
Customer Address | Comm. | Component.-"lssuel Recorded Byl
Type -
AnonymoLs | Mew Eustomerl Mame ;”Debra IHoffman

Campemy ;I ﬁ Address

Contact j Anonyrous + (000] 0000000 =]l iﬂ

DBID M

City

Source |Email - State - I Zipl

DCN Country

r Incident Summary

Problem | Thank you for your reply. | understand the purpose of your organization,
and am sure it iz very important to maintain such a log. What | don't
understand iz why | am being placed on it.

| had a problem paying back a student loan, because of a divorce and | am
being placed on such alizt! The loan was repaid in 19597 and everything

Product [WPDE/HIPDE Owner [Peggy Wheeler =l éﬂ

Category |Policy Questions =l Team [SRA Support Team =l EI‘J
Subject [Report =] Superyisor [Pegay Wheeler =l éﬂ

T opic |Policy =l

=

Fiesolution |4 practitionsr who dizagress with a report about him or her contained in the Data Bank may dizpute either
the factual accuracy of the information in & report or whether a report was submitted in accordance with the

|<|> A4

Open Steps | Completed Stepsl Recording Informationl F'Iayersl

+| Response Date | Response Time Assigned To

Publish ¥

Initial Status

Flag For KB [~

3/13/02 5:40: 44PM

ﬂistoryl ﬁearchl HNew | E_Ionel Savel F‘rintl Eancellﬁl




RA Support Incident - 8668: pract requesting comection to license number and : Clozsed

Service Lvl. |4: Default Support LI

Status [Closed Code 3663

Customer Address | Camm. | Component.-"lssuel Recorded Byl
Type 'I
Anonpmaus | New Customer| Mame[Dr. =] [irai [Derakhshan

Company LI ﬁ Address
Contact | Anonpmous + [000) 0000000 =l iﬂ

DEID| Find
[Fid] City [~
Source |Letter - State - I Zipl

DCH |5500000024331 433 Country =l

r Incident Sunmary

Product |NFDE/HIPDE Owner Jeans Wilgus ;l
Category |D'ata Bank Instructions ;I Team |5R& Support Team ;I
Subiject [Self Query x| Superyisor [Pegay ‘wheeler =l

Tapic: |Internal Corection

Problem |pract requesting correction to license number and state but information was entered as provided on signed
and notarized form [1/29/02 11:30:41 Ph WheelerP]

Call
Final Status: Clozed [1/30/02 2:58:46 Ph ‘Wilgusl]

Fiesolution |zent letter explaining that he will have to resubmit zelf query application with correct information
S/oper/custom/pract/derakhshan

Ll LbleisREbs

Open Stepz | Completed Stepsl Recording Informationl F'Iayersl Publish ™ Flag Far kB [

+| Responze Date | Response Time Azzigned To Initial Status
3/13/02 5:56:00PM

Historyl §earch| New | C_Ionel Savel F‘rintl Cancellﬂl




|_"'""5uppurt Step - Add

Bezalution 1ncident£.-’-‘-.ssignment|

E2 =] E3

.-'-‘-.tl -:unl @ B_I,I|2:41:13F'M Dn|3£12£02

r Incident

Support Ir'u:iu:lent|1 B374: Entity recvd a letter in the mail dated 3/2/2002 : Follow Up

ﬁ Fe-azzign |

Datel

I mitial Statusl P et .-’-‘-.u::t-:nrl
r Azzigned rRecarded By
E_I,IIF"egg_l,l YWheeler éﬂ I:::untactl ‘iﬂ
T':'I éﬂ KB Item Sent
Dn|3£11£DE Ab[2:47:13Pk KB Iteml
rBecorded in eRelationzhip | nteraction

Interaction Call I|:||

Drate/Time Heceivedl

Search KEl ﬂewl Complete Step

Hesu:ulgelnu:identl I:I::unel Sa'-.-'el Eancell

=

Click to
Search
Knowledge
Base




Cancel
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Knowledge Base

‘* Single Yalue Entry Form - Add ES N[=] B4

Enter the search value
IData Bankd

Caontinue

SRS /A



-] T

L e e =
— |

(]
n]

[=y]

Self query application fee

HIPYIE =
[\\ \““':'.f)?i




Knowledge Base

ility to Query the Data Banksz - NPDB/HIPDB

%4 KB Item - 32 - Elig

Surnrmary
KB Item #|32 Entered|1 AFA02 By |Sl:u|n:um|:|n Gebreab
Publish [~ Edted [~ On & & =

Product [NPCE/HIFDE =] M| Subject[duer =]
Category [Policy Questions =]
TQEich'D“C_I,I LI

Hame |EIigiI:uiIit_l,l to Querny the Data Banks

Rezolution | Thank you for vour recent email ba the Mational Practitioner Data Bank .
[MPDE) and the Healthcare Integrity and Protection Data Bank [HIPDE].
wie appreciate your patisnce in awaiting thiz rezponge.

If wou are an entity and wish to query, pleaze note that an entity's

eligibility to query and/ar repart to the MPDE, the HIPDE. or both D ata

Bankz. iz based on the entity's function or zervice as defined by the

enabling statutez. Because of the unique requirements and definitions

under each statute, an entity may not necessarily qualify as a reporter

anddor guerier. ;I

Kevwords Ieligibilit_l,l

Related Iaauel

Savel Print I Cancel I




Benefits
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Conclusion
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@® The CRM system is meeting the desired objecti

@ Customer service and support is improved. We a
accurate in our dealings with customers.

@ Faster response time.
& Fewer abandoned calls.
@ More accurate and consistent answe

®\We are capturing detailed infa
we are using that informa

@ “Practitioner’s Guide
@ Improved fact she
@ Developme
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